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Actions, creating:
approve request, 123–125
complete request, 122–123
customer, 229, 236–238
deliver check and return to requester task, 

142–143
field non-match-no corresponding check or 

request, 137–142
HO non-match-no corresponding check or 

request, 132, 134–135
issue check, 128, 129, 130
prepare to issue, 128, 129
retrieve check, 131–132
review check, 135–137
verify check, 132, 133
verify request, 125–127

Actions, dangling, 167–168, 199–200
Albrecht, Karl, 38, 159
Analysis:

consequences, invisible, 152–153, 178
controls, 157–158, 183–184
cycle times, 169–170
finalizing projects, 170–171
inputs, 150, 177–179
objectives, 155, 182–183
outputs, 150, 177–179
process maps, 159–168, 185–204
process owners, 153–154, 179–180, 182
risks, 155–157, 183
success, measures of, 158–159, 184–185
summary and key points, 172–173, 204, 

220–221
surprises, 151–152, 178
triggers, 148–149, 176–177
waste, 150–151, 178

Approval levels, reducing, 159–161, 185–187
At America’s Service (Albrecht), 38, 159
Authority, RACI matrices and, 255–256

Bettencourt, Larry, 225
Blanchard, Kenneth, 10
Bowles, Sheldon, 10
Breakfast example, 21

actions, 23–24

procedures, 24–25
process, 22
tasks, 23
units, 22–23

Carlzon, Jan, 38
Carr, Clay, 150
Cell phone company example, customer’s 

experiences and, 39–41
Charts. See Worksheets (charts)
Chekhov, Anton, 4
Christensen, Clayton, 224
Committee of Sponsoring Organizations of 

the Treadway Commission (COSO), 278, 
306, 312

Competitive Power of Constant Creativity, The 
(Carr), 150

Consequences, invisible, 152–153, 178
Control activities, 304–306
Controls, 67–68

analysis of, 157–158, 183–184
on profile worksheet, 74

Control self-assessment, 312–313
“Customer-Centered Innovation Map, The” 

(Bettencourt and Ulwick), 225
Customer Mapping:

construction of, 231
differences between process mapping 

and, 225
inputs and outputs, 228–229
job, defining the, 226–228
results, analysis of, 230–231
role of, 224
steps, 225–231
success, measures of, 229–230
success measures, ranking, 230
summary and key points, 251–253
tasks, defining, 228

Customer Mapping, example of:
inputs and outputs, 236–238
job, defining the, 233, 235
logistics, coordinating, 238
options, determining, 236
results, analysis of, 240
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Customer Mapping, example (continued )
success, measures of, 239
success measures, ranking, 240
tasks, defining, 235
training, 237–238
vendors, selecting, 236–237
WeTrainU example, 240–247

Customer Process Timeline Worksheet, 235
Customer Profile Worksheet, 231–234
Customers:

cell phone company example, 39–41
experience analysis, 46–49
misunderstandings, 213–214
perspectives, maintaining, 217–220
process analysis and needs of, 11–12
trigger events, 38–39

Cycle times, 169–170

Data analysis, 15–16
Data gathering, 80, 83
Decisions, unanswered, 168, 199–200
Decision trees, examples of, 98
Delays:

analysis of, 162–165
isolating, 187–191

Disney, Walt, 1–2, 6, 53
Document flowcharts, 165–166
Drucker, Peter, 224

Efficiency, effectiveness versus, 277
Employees:

accomplishments, need to show, 9–11
importance of involving, 8–9

Enterprise Risk Management—Integrated 
Framework:

business level applications, 280
components, 280–287
control activities, 304–306
development of, 278
event identification, 295–299
example of, 279
information and communication flow, 

281–284, 306–307
internal environment, 287–290
monitoring, 307–309
objectives, 279–280
objective setting, 291–295
risk assessment, 299–302
risk response, 302–304
summary and key points, 309–310
Errors, looping, 161–162, 187

Event identification, 295–299

Facts, need to verify, 216–217
Finalizing maps, failure to, 211–213
Finalizing projects, 170–171
Forms, keeping track of, 165–167, 199
Fraud prevention, 67

Gung Ho! (Blanchard and Bowles), 10

Handoffs:
analysis of, 162–165
isolating, 192–199

Hold-files, 168, 200–202

Information and communication flow, 281–284, 
306–307

Information gathering, 14–15
conflicting information, handling, 60–61
controls, 67–68
data, gathering, 80, 83
description of all processes, 56–57
objectives, 62–66
process identification and, 55–56
process owners, identifying, 54, 57–59
process owners, meeting, 59–62
Process Profile Worksheet, 71–77
risks, 66–67
steps, 54–55
success, measuring, 68–70
unit owners, meeting, 77–78
workflow surveys, 78–80, 81–82

Innovator’s Solution, The (Christensen), 224
Inputs:

analysis of, 150, 177–179
customer, 229, 236–238

Insurance company examples, 34–36
Integrated Control Framework, 306
Internal environment, 287–290
Interviewing (interviews), 15

conducting, 99–101
how to organize information from, 92–94
leading questions, 214–216
listening, importance of, 91
locations for conducting, 89–90
preliminaries, 88
selecting people to conduct, 91–92
summary and key points, 111–113
supplies needed for, 94–95
time needed for, 88–89
tone for, 90–91

Job titles, problem with, 37

KISS (Keep It Simple, Stupid), 210–211

Leading questions, 214–216
Looping errors, 161–162, 187

Measures of success. See Success, measures of
Meetings:

what to discuss, 62–71
with process owners, 59–62
with unit owners, 77–78

Monitoring, 307–309
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Index  321

Movie Psycho drill down example, 17–18
acts, 19
scenes, 19–20
script, 21
shots, 20–21

Objectives:
analysis of, 155, 182–183
Enterprise Risk Management, 279–280, 

291–295
holistic approach to, 7–8
obtaining information about, 62–66
problems with, 5–6, 85
on profile worksheet, 74
setting, 291–295

Office Space, 12
Oral traditions, 32
Outputs:

analysis of, 150, 177–179
customer, 229, 236–238

Payment by Check Request example, 25–30
Penmanship, importance of, 209–210
Pinocchio, 1–2
Pitfall and traps:

customer misunderstandings, 213–214
customer perspectives, maintaining, 217–220
details, getting lost in, 207–209
facts, not verifying, 216–217
finalize, failure to, 211–213
interviewing and leading questions, 214–216
penmanship, importance of, 209–210
purpose of process mapping, maintaining, 

205–207
simplicity, art of, 210–211

Plan 9 from Outer Space, 12, 14
Presentation, 16
Process:

breakfast example, 21–25
business example, 25–30
defined, 16–17
movie example, 17–21

Process Description Overview, 57, 72
Process identification, 13–14
customer experience analysis, 46–49
information gathering and, 55–56
naming major processes, 41–43
steps, 50
summary and key points, 49–51
timelines, 43–46
transparent processes, identifying, 44–45
trigger events, 37–41, 42, 43
visible processes, differences in, 33–36
visible processes, identifying, 44, 45
worksheet, 42
worksheet, timeline, 44, 46

Process map analysis:
approval levels, reducing, 159–161

centralization versus regional operation, 
203–204

dangling actions and unanswered decisions, 
167–168

delays, reworks, and handoffs, 162–165
forms/reports, keeping track of, 165–167
hold-files, 168
looping errors, 161–162
Process map analysis, example of:
approval levels, reducing, 185–187
dangling actions and unanswered decisions, 

199–200
delays, 187–190
forms, keeping track of, 199
handoffs, 192–199
hold-files, 200–202
looping errors, 187
miscellaneous issues, 202–203
Process Profile Worksheet, use of, 175–185
reworks, 191–192

Process map generation:
action levels, 122–143
creating final, 101–102
decision trees, examples of, 98
examples of, 102–111, 115–145
overview and drill-down maps, 104–105, 106
process, 95–99
summary and key points, 111–113, 144–145
supplies needed for, 94–95
symbols, use of, 97, 165
task levels, 117–121
unit levels, 116–117

Process Mapping:
applications, 311–316
benefits of, 7–12
data analysis, 15–16
defined, 7, 13
differences between customer mapping and, 

225
information gathering, 14–15, 53–85
interviewing and map generation, 15, 87–113
presentation, 16
problems with, 12
process identification, 13–14, 33–51
reasons for, 3, 5–7
summary and key points, 30–32

Process names:
choosing, 42
defining, 56–57
on profile worksheet, 72

Process Owner Chart, 58
Process owners:

analysis of, 153–154, 179–180, 182
identifying, 54, 57–59
meeting, 59–62
on profile worksheet, 72
subordinate, 59
unit, 59, 61, 62, 73
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322  Index

Process Owner/Unit Owner Chart, 62
Process Profile Worksheet:

analysis and use of, 175–185
controls, 74
example of, 76
inputs and outputs, 73
measures of success, 74
objectives, 74
process description, 72
process name and number, 72
process owner, 72
purpose of, 71
risks, 74
summary of, 75–77
triggers, 72–73
units and unit owners, 74

Psycho. See Movie Psycho drill down example

RACI (Responsible, Accountable, Consulted, 
and Informed) matrices:

Accountable, 258
analysis, horizontal, 260–261, 268
analysis, vertical, 259–260, 267–268
Consulted, 258
expense payment example, 261–265
Informed, 259
purpose of, 255–256, 257
recognizing need for, 256–257
Responsible, 258
summary and key points, 273–275
used with Process Maps, 265–273

Re-engineering, 313–314
Reports, keeping track of, 167
Reworks:

analysis of, 162–165
isolating, 191

Risks:
See also Enterprise Risk Management—

Integrated Framework
analysis of, 155–157, 183
assessing, 66–67
controls and, 67–68, 85–86
on profile worksheet, 74

Scott, Dick, 159–160
Simplicity, art of, 210–211
Spaghetti Maps or Diagrams:

As Is, 248–249
purpose of, 247–248
summary and key points, 252, 253
To Be, 249–251

Success, measures of, 68–70, 74, 85
analysis of, 158–159, 184–185
customer, 229–230, 239
ranking, 230, 240

Surprises, analysis of, 151–152, 178
Surveys, workflow, 78–80, 81–82
Symbols, use of, 97, 165

Tasks, creating:
deliver check, 120–121
prepare check, 118–120
prepare request, 117–118

Tasks, defining customer, 228, 235
Timelines, 43–46
Training, 314–316
Transformation, 17, 31
Transparent processes, identifying, 44–45
Triggers, 37–41

analysis of, 148–149, 176–177
examples of, 42, 43
profile worksheet and, 72–73
right versus false, 148–149

Trust, need for, 12
2001: A Space Odyssey, 14

Ulwick, Anthony, 224, 225, 228, 247
Unit levels, creating, 116–117
Unit owners, 59, 61, 62, 74

meeting, 77–78

Visible processes:
differences in, 33–36
identifying, 44, 45

Waste, analysis of, 150–151, 178
WeTrainU example, 240–247
What Customers Want (Ulwick), 224, 228, 247
Workflow surveys, 78–80, 81–82
Worksheets (charts):

Customer Process Timeline, 235
Customer Profile, 231–233, 234
Process Description Overview, 57, 72
Process Identification, 42
Process Owner chart, 58
Process Owner/Unit Owner Chart, 62
Process Profile, 71–77, 175–185
Process Timeline, 44, 46

Written descriptions, 31
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